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2012 Merger with NSTAR 

Northeast Utilities 

 

 
Combined, the new NU has: 
 

• Seven regulated companies 

o Four electric companies 

o Two gas companies 

o One three-state electric transmission 

company 

 

• Serving 525 cities and towns throughout  

New England 

 

• Providing reliable electric and gas service to: 

o 3,000,000 electric customers 

o 500,000 natural gas customers 
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A Northeast Utilities Company 

Connecticut Light & Power 

1,242,000 customers 

149 Connecticut cities and towns 

4,400 square mile service territory  

Distribution – 13 Area Work Centers 

• 16,976 overhead miles 

• 6,352 underground miles 

• 219 substations 

Transmission 

• 1,638 overhead miles 

• 135 underground miles 
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Emergency Preparedness 

Enhancements 

6 Focus Areas and 26 Initiative Areas 

Preparedness Scalability Coordination Communications 
Situational 

Awareness 

Contractor 

Agreements 

Incident Command 

Structure & 

Staffing 

Partnership with 

Municipalities 

Restoration 

Projections 

Crew & Work 

Tracking 

Storm 

Forecasting 

Partnership with 

State Agencies 

Town Liaison 

Program 

Damage 

Assessment  
Training/Drills/ 

Exercises 

Plans, Processes 

& Procedures 

Crisis 

Management 

Infrastructure 

Hardening 

Electrical & 

Structural 

Hardening 

Standards 

Review 

Selective 

Hardening 

System 

Automation 

Public Education 

Mitigation Preparedness Response / Recovery 

Post-Storm 

Forensics 

Logistics 

Mutual Aid 

Restoration 

Strategy 

Partnership with 

Other Utilities 

Customer  

Engagement 

Post-Storm 

Assessment 

Vegetation 

Management 

Transmission 

CL&P’s objective is to become a recognized industry leader  

and trusted partner in emergency preparedness 
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Continuous 

Improvement 
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Emergency Management Cycle 

• Preparedness – Activities performed 

when threat is identified, prior to impact 

 

• Response – Activities performed 

immediately after event (24-48 hours) 

for life / safety 

 

• Recovery – Activities performed to 

“return system to normal” 

 

• Mitigation – Activities performed to 

prevent or reduce the impact of future 

events 

 

 

Process, Procedures, Training & Drills 
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Incident Command System 

Incident  

Command  

Structure 
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Restoration Priority Guidelines balance resources  

with the agreed priorities with State authorities 

Response / Recovery 

Damage Assessment to Support Global 
Estimated Time of Restoration (ETR) 

- Police & Fire  Life Safety (E-911) (priority 1 & 2) 

Remove electrical hazards from Blocked  Roads 

Restore substations, transmission lines, Critical Facilities 

Restore greatest number  of customers per resource 
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Guiding Principal - We complete an initial damage assessment and provide a global 

ETR within 48 hours after a major storm has left our service territory 

Focus on Timely/Accurate ETR 

Emergency 

Plan Event 

Level Matrix 
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Communications Priorities 

Operations Communications 

Damage Assessment 

Town Liaison Program 

/ State Coordination 
Resource Tracking 

Global 

ETR 

Communications to the Public is as important as restoration 

Event Communications 

Unified Messaging to 
all stakeholders 
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Communications  

ICS Reporting Structure 
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Liaison Organization ICS Structure 
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Situational Awareness: 

11 x 17 Town Maps 
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Critical Facility Definition 

Critical Facility—A building or structure where loss of utility services 

may interrupt functions considered essential for the delivery of vital 

services and the life safety of the community.  They usually include 

emergency response facilities (fire, police, rescue, emergency 

operations centers), hospitals, licensed convalescent homes, facilities 

designated as emergency shelters, (public) water supply, and waste 

water treatment as provided by DPH and DEEP, communications 

facilities (E911 and Public Safety Answering Points), and any other 

assets pre-identified, or identified at the time of the emergency as 

needed,  jointly by the municipality or DEMHS, and the utilities to be 

of critical importance for the protection of the health and safety of the 

population. 

 

-Process in place for emergent priority requests through Town 

Liaisons 

  

 

 

Critical facility lists reviewed annually with each municipality 
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Towns Status of Critical Facilities 

Patrolled events  

Unpatrolled events  

Situational Awareness: 

 Event Status 

Critical Customer Dashboard  

Damage remarks 

13 
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Situational Awareness:  

Crew and Work Tracking 

14 

GPS Technology in all Bucket Trucks Provides Real Time Information  

14 
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Situational Awareness: 

Event Status 

Event detail includes damage information and ETR through Town Liaisons  

Status 

Customers 

Impacted 

Device 

Location 

Damage 

Remarks 
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Situational Awareness: 

Town Dashboard 

Town Summary Information 
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Blocked Roads Protocol 

• Blocked roads list reviewed in Town EOCs and 

prioritized 

• Utility notified through Town Liaisons of need to 

dispatch line / tree crews to clear electrical hazards 

from roads in prioritized sequence 

• In coordination with Town DPW crews and phone / 

cable companies, electrical hazards removed by line 

crews and each location turned over to Town DPW 

• Town DPW removes trees 
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Blocked Roads Protocol 

Passable roadway for emergency vehicle access – 9 feet wide  by 14 feet high  

Road not blocked – 
alternate access route 

Road not blocked – 
one lane passable 
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Formal Training and  

Exercise Program  

19 
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 Communications 

 Blocked Roads 

 Critical Customers 

 Emergent Priorities 

2012 Statewide  Exercise: 

Simulating a Category 3 Hurricane  

20 
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 Communications 

 Blocked Roads 

 Logistics Staging  

2013 Statewide  Exercise: 

Simulating an Ice Storm  

21 
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GIS-Based  

Damage Assessment  Tool 

Mobile Application utilizes GIS equipment configuration inventory and EDS event IDs 

- The list of 

assessments to 

a Patrol Crew 

displays on left 

side of map 

view  

- Clicking 

zooms map to 

assessment 

location and 

highlights in 

red 
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Select whether the service damage 
location is Down at Pole, Down at 
House, or, Down at Pole & House. 

Select whether customer work is 
required; Yes or No 

Input the physical 
address of where the 
service damage exists 
(not the location of 
the transformer) then 
select OK.  

Example - Service Damage  Information uploads to the OMS  

when dialog box is closed.  Data “stores forward” if connectivity lost. 

GIS-Based  

Damage Assessment Tool 



Connecticut  
Light & Power 
  A Northeast Utilities Company 

Connecticut  
Light & Power 
  A Northeast Utilities Company 

Leveraging Technology from   

Damage Assessment Tool 
GIS reports enable rapid, targeted response by support groups 

• End User Maps / Lists 

 

• Environmental – leaking transformers 

 

• Stores – transformers / poles 

 

• Debris pickup 

 

• Hazard tree removal 

 

• Blocked roads 
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Almost 3,000 external line resources from 25 states and  

4 Canadian provinces assisted CL&P’s Storm Sandy restoration efforts 

Scalability - Resource Acquisition 

• Widespread nature of damage limited our ability to rely on mutual aid  

• Strong contractor relationships facilitated acquisition of significant resources 

• Early decision to secure external resources allowed us to reach well beyond eastern seaboard 

• Over 50 percent of targeted external line resources were secured before the event 

• Resources from other NU operating companies allowed CL&P to exceed initial target 

0
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25 

Resources begin to arrive 
from other NU operating companies 
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Scalability - Gateways 

Concentrating Efforts and Mitigating the Onboarding Congestion at Area Work Centers 

Capabilities 

Ingress/Egress 

Feeding 

Lodging 

Fuel 

Bussing 

Materials 

Communications 

Contracts 

26 
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Scalability - Staging Area 

27 

11 Staging Areas in use for Storm Sandy 
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Scalability - Telecommunications 

Enhanced Capabilities with Telecommunications Platforms  

●   Mobile Office, emulates a NU Office / Area Work Center. 
• Supports Cellular and Satellite  
• Works with “wired “ and “wireless”  Desktops and Laptops  
• Fully integrated with NU network supporting IP Phones, Printers, 

Drive Mappings, and Applications 

Network in a Box Satellite Technology 

28 
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Enhanced Capabilities with Telecommunications Platforms  

Mobile Command Center Communications Trailer 

29 

Scalability - Telecommunications 
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Preventing and reducing risk of future incidents 

Mitigation 

30 

 Enhanced Tree Trimming 

 Standards Review 

 Electrical & Structural 

Hardening 

 Selective Hardening 

 Critical facilities 

 System Automation 

 Post-Storm Forensics 

Before ETT After ETT 
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Damage Forecasting Tool 

31 

 

 

 

Storm Sandy Actual Trouble Spots 

• Storm damage caused customer outages in every one of 
the 149 municipalities served by CL&P 

• Restoration of customer outages required repairing over 
16,000 trouble spots statewide 

• Over 850,000 customers experienced outages (almost  
70% of total customer base) 

• Pilot model predicted 13325 trouble spots, 
primarily in SW CT 

Model Predicted Trouble Spots 

CL&P has partnered with University of Connecticut to pilot  

a storm forecasting and predictive damage model 
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Storm Sandy - Connecticut Impact 

• Sustained winds over 50 mph with peak hurricane force gusts of 
85 mph 

• Thousands of roads blocked by fallen trees and electrical 
infrastructure 

• Unprecedented coastal flooding caused by multiple ‘full moon’ 
tides intensified by strong easterly winds and historic storm surge 

Connecticut sustained severe damage  

due to a combination of high winds and historic flooding 

Peak Impact - Customers Out 

CL&P - Top 5 Storms of All Time 

506000 

275000 

671000 

831000 

497000 
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Storm Sandy - Restoration 

Performance 

CL&P delivered a strong event response and achieved all of its restoration goals 

• Conducted comprehensive damage assessment by Day 2 

• Announced statewide restoration goal 

• Achieved statewide goal for substantially completing restoration on Day 6 

• Achieved substantial completion goals in all 4 divisions on or ahead of schedule 

Peak – 496,769  
10/30/2012 Midnight 

Substantial Completion  
Goal Achieved 

DOE slow curve 

DOE fast curve 

Subsequent  
Nor’easter 
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• 24 response plans 

• Each Electric Operating Company separate 

• Transmission separate and integrated 

• Gas Companies separate 

• 120+ separate business continuity plans 

• New threats generate new separate plans and 

processes 

Current Corporate Landscape 

34 
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•Comprehensively design what had grown 

incrementally over time 

•Integrate and coordinate resources for efficiency and 

effectiveness 

•Evaluate disparate processes and practices to find 

best approach and replicate them, integrate other best 

practices 

•Leverage technology through common approach 

•Simplify and streamline for easier training, integrated 

drills and more predictable capability 

•Uniform and predictable outcomes 

Opportunity 

35 
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•Perform gap analysis between existing state and 

desired state 

•Design a comprehensive framework – ICS based 

•Make sure adequate governance is in place 

•Understand all stakeholder requirements to guide 

outcomes 

•Deep dive into processes to align to “best way” – 

remain outcome focused 

Approach 

36 
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NU Conceptual Overall Plans Structure  

CL&P NSTAR WMECo NSTAR Gas 
 Yankee 

Gas 
PSNH Transmission 

Shared 
Services 

Business 
Unit Core 
Plans 

Hurricane 

Winter 
Storm
  

Flood 

Cyber 

Pandemic 

Workplace 
Violence 

H
az

ar
d

 S
p

e
ci

fi
c 

A
p

p
e

n
d

ic
e

s 

Other 

Disaster 
Recovery 

Business  
Continuity 

Fu
n

ct
io

n
 S

p
e

ci
fi

c 
P

la
n

s 

NU Core Plan 

Companywide Core Plan 

Identical or similar modules with managed exceptions across all operating companies  
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Business Unit  
President  

Business Unit  
President  

SVP 
Emergency Preparedness 

& Business Continuity 

Business Unit  
Incident 

Commander(s) 

Chief Executive Officer 

Chief 
Administrative 

Officer 

Corporate 
Relations 

Chief 
Operating 

Officer 

Human 
Resources 

General 
Counsel 

Chief 
Financial 
Officer 

Executive Oversight Council 

Emergency  Coordination Team 

Emergency Response Teams 

President 
Electric Distribution 

Business Unit  
Presidents  

President 
Transmission 

President 
Gas 

Incident 
Commander(s) 

-Operations Section 
-Planning Section 
-Logistics Section 

Incident 
Commander(s) 

- Operations Section 
- Planning Section 
- Logistics Section 

- Customer Care  
- Media Relations 
- Communications 
- Regulatory Affairs 
- Community Relations 
- Gov’t & Legislative Affairs 
- HR & Labor Relations 

-Threat Assessment 
-Response Coordination 
-Resource Acquisition 

-Operations Section 
-Planning Section 
-Logistics Section 

-Legal 
- Information Technology 
-Safety 
-Environmental 
-Supply Chain 
-Security 

NU Conceptual Response Structure 

Incident 
Commander(s) 

- Business Unit  
  Specific Events 
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• Aligned – top down, bottom up and side to side 

• Clear governance structure to guide ICS not 

override it- roles and responsibilities 

• Coordinated across business units and coordinated 

within a business unit or shared service 

• Coordinated and integrated with infrastructure 

hardening & system resiliency initiatives 

• Common processes enables interchangeability of 

personnel, leverage of technology and consistent 

outcomes - scalability 

39 
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Being there for our customers 

when they count on us most 
   


